
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Email complaints@muchbetter.com 
Please provide us with your name, and registered phone number, the reason for your 

concern and as much relevant      information and details as possible. MIR has internal 

procedures for handling complaints fairly and promptly. A copy of MIR Complaints’ 

procedure is available on the MuchBetter Website and may also be submitted to you 

directly upon your request. 
 
 

  The next steps 

 
 

 
 

 

 
 
 
 
 
 

   

  

MIR will respond to your complaint in writing within 15(fifteen) 

business days (or up to 35 business days in exceptional 

circumstances) after the receipt of the complaint. In exceptional 

cases, due to reasons beyond MIR’s control, we may send you a 

preliminary response indicating the reasons for the delay and the 

date when a final response from MIR should be expected. Where UAB 

MIR Lithuania fails to resolve a client’s complaint within the 15 day 

time frame, or where the client feels that the complaint was not 

handled appropriately, (including cases where the complaint was 

not properly identified as a complaint), the client has the right to 

file a complaint to PayrNet if they believe that we provide our 

services improperly or our operations breach customers’ rights or 

legitimate interests.  

Where MuchBetter fails to resolve a complaint from a MuchBetter card 
holder customer within the 15-day time frame, or where the client feels 
that the complaint was not handled appropriately, (including cases where 
the complaint was not properly identified as a complaint), you have the 
right to file a complaint to PayrNet if you believe that we provide our card 
services improperly or our operations breach your rights or legitimate 
interests. The filing of complaints and complaint handling process is free of 
charge at PayrNet. 
 
PayrNet shall accept complaints submitted in person (directly to Customer 

Service employees, verbally or in writing), by regular or registered mail 

(sending it to PayrNet’s registered office at 1 Snowden Street, London, 

England, EC2A 2DQ or actual place of business), email (at the address 

complaints@payr.net) or through the digital channels provided by PayrNet’s 

online and mobile platforms. 

 

 

 

 

Financial Ombudsman Service  
 

mailto:complaints@muchbetter.com


 

 

If after the resolution of your complaint you feel you have additional information 

to support your complaint, let us know as we would welcome the opportunity to 

help resolve the matter in full. In the unlikely event that we are unable to resolve 

your complaint to your satisfaction, you may choose to refer your complaint to the 

Financial Ombudsman Service for an impartial review and would need to do so 

within 6 months of our final response. The Ombudsman may be contacted by 

completing an online complaint form on their website, by sending them an email 

or contacting them over the phone on 0800 0234 567.  

 

*Mastercard is a registered trademark, and the circles design is a trademark of 

Mastercard International Incorporated. The Card is issued by PayrNet Ltd pursuant to 

license by Mastercard International Inc. PayrNet Ltd is authorised by Financial Conduct 

Authority to conduct electronic money service activities under the Electronic Money 

Regulations 2011 (Ref: 900594). 

**The Financial Services Compensation Scheme does not cover electronic money 

products. No other compensation scheme exists to cover losses from your electronic 

money account. Your funds will be held in one or more segregated bank accounts with a 

regulated third party credit institution, in accordance with the provisions of the Electronic 

Money Regulations 2011. 

 

 

 

 

 

 

 

 

 

If you prefer, or if you feel you have additional information to support your 

complaint, let us know as we would welcome the opportunity to help resolve the 

matter in full. Alternatively, you may choose to refer your complaint to the 

Financial Ombudsman Service for an impartial review and would need to do so 

within 6 months of our final response:The Ombudsman may be also contacted by 

filling an online complaint form https://help.financial-ombudsman.org.uk/help  

 

http://www.financial-ombudsman.org.uk/make-complaint,
mailto:complaint.info@financial-ombudsman.org.uk
https://help.financial-ombudsman.org.uk/help

